ELLIOTT & ELLIOTT, P.A.

ATTORNEYS ATLAW
1508 Lady Street
COLUMBIA, SOUTH CAROLINA 29201
selliotv@elliottlaw.us
ScoTT ELLIOTT TELEPHONE (803) 771-0555
FacSIMILE (803)771-8010

September 28, 2018

VIA ELECTRONIC FILING

Jocelyn Boyd, Esquire

Chief Clerk and Administrator

South Carolina Public Service Commission
101 Executive Center Drive

Columbia, SC 29210

RE:  Application of Carolina Water Service, Inc. for Adjustment of Rates and Charges and
Maodifications to Certain Terms and Conditions for the Provision of Water and Sewer
Service
Docket No. 2017-292-WS
Dear Ms. Boyd:
Enclosed please find for filing the Customer Complaint Resolution Report on behalf of Carolina
Water Service, Inc. in the above-referenced docket. By copy of this letter, I am serving all parties of

record.

If you have any questions or if I may provide you with any additional information, please do not

hesitate to contact me.
_ Elliott & Elfiott,] P.A.
ey
o

Scott Elliott
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BEFORE
THE PUBLIC SERVICE COMMISSION OF
SOUTH CAROLINA

DOCKET NO. 2017-292-W$§

Carolina Water Service, Inc.
Compliance Filing
Customer Complaint Resolution Report
May 30, 2018 — September 21, 2018

On May 30, 2018, the South Carolina Public Service Commission (the “Commission” or “PSC”)
approved Carolina Water Service, Inc.’s (“CWS” or the “Company™) request for an increase in general
rates and charges for its water and sewer services. As part of its Order, the PSC provided that:

“,..in order to ensure that the Company is being responsive to quality of service issues, and
to its customers, CWS shall prepare a report and submit it to the Commission and to ORS
no less than semiannually, and the document should have headings for ‘Customer
Complaint,” ‘Company Response,” ‘Customer Reaction to Company,” and explain the
Company reaction to Customer Complaints during the period addressed, along with any
explanations regarding quality of service.”

The following report provides not only the information requested by the PSC, but also metrics
from CWS’ call center operations for the first two quarters of 2018 to give a more in-depth view of the
Company’s efforts to be responsive to its customers. This report contains details concerning (i) Customer
Billing, (ii) Call Center Operations, (iii) Customer Complaints, and (iv) Escalated Customer Complaints

and Resolutions.
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The reporting period for this report is May 30, 2018 through September 21, 2018.



Chart 1: Customer Billing — This chart provides details on the number of bills issued each month and
the accuracy of those bills. It also provides the average time it took to resolve those bills that were in
error.

Performance Metrics

# of Bills Rendered 21380 | 21548 21477 B4385 21334 21559 21531 64424 § 128809

% of Billing Accuracy 895% | 99.7% | 99.9% | 997% | 99.7% | 998% | 999% § 99.6% 99.8%

Blllgd in Errer
Rale Change O 1 o 1 1 1 0 2 3
Wrong Bill Cycle ) ) 6 ) 0 0 1 1 :
Wrong Customer Sibad il o 0 ] Q o] 1) ] 0
Wrong Period Bitied 2 9 2 13 3 6 1 10 23
Wrong Rate ) B 0 0 0 0 1 1 1
Wiong Read 9 44 20 165 2 27 24 77 242
# of Billing Exceptions 156 380 338 1074 231 365 223 819 1803
Avg # of Days o Resolve § ;o4 2.45 147 1.93 354 3.88 204 3.49 271

Billing Exceptions
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Chart 2: Call Center Operations — This chart provides details on how responsive customer service

representatives are in handling calls. It includes the number of calls received each month and how quickly

those calls are answered.

Call Center Operations

— 3 A A R
#ofCalls Received atall | .00 | a705 | 3799 | 11924 | 3175 | 3835 | 3813 | 10623 | 22547
Centers
“hverage Speed of Answer/ | s3o | e7.0% | o25% | 77.8% | 902% | seo% | ssew | e7rw | s27%
Abandon Rate 11e% | 18% | os% | sz | 2% | 18% | 16% | 15w | 3%
Longest Wait Time in Queue | 0:18:54 § 0:12:24 § 0:08:57 | 0:18:54 | 0:08:09 § 0:09:56 | 0:09:11 | 0:09:56 | 0:18:54
Average Wait Time 0:02:08 { 0:00:31 | 0:00:18 | 0:00:59 § 0:00:21 | 0:00:32 | 0:00:27 § 0:00:27 { 0:00:43
REEge C“?:;:n":’ Treatment| o s 5 | 0:05:17 | 00508 | o048 | o0aas | o046 | 0:0as? | ovas | coese

“The Company is reporting against 2 Target Average Speed of Answer Service Level of 80% of all calls answered within 60
seconds of entering queue. The Company has been performing at this level since 01/01/2013.
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Chart 3: Customer Compiaints — This chart provides details on the actual complaints received from
customers and the reasons for the complaints. The complaint rate is measured by dividing the number of
complaints by the number of active customer accounts. These complaints are considered resolved unless
they are either escalated to the Community Relations Coordinator or a complaint comes through the ORS
for investigation by the Community Relations Coordinator. See Chart 4 for those complaints.

Customer Complaints

Portormance Metrics | (220, | \Zaru | mcmun | Actuat | Actuat | Actuer | Actuat | Actus | YT
# of Complainls Received | 283 204 229 718 198 225 | 208 832 1348
% of Unresob/ed
Complaints issued Nolice | 100% 100% | 100% 100% | 100% | 100% { 100% | 100% | 100%
o Contact ORS
Complaint Rale 132% | 0.96% | 1.07% | 1.12% | 0.83% | 1.05% | 0.87% | 0.98% | 1.05%
High Bl v estigation a7 2 29 138 41 = 34 1 250
At ify W 1 ) 3 4 1 6 | 1 g 12
Clogped Sewet 19 17 19 55 16 1w | 7 37 B2
Discolored Watse 7 5 10 23 3 L 2 4
General Investigation 40 a7 13 10 ] Y 37 108 218
High of Low Prassure in the Water| 13 g 12 33 15 = 30 74 107
Lawn Regair kot Sewst Breaks 2 0 1 1 1 ] 2 5 6
Larwn Repaif jor Waler Breahs 2 1 & 7 3 1 3 8 15
LiR Station Proskens ) 2 0 2 0 i 2 3 3
Miriers) Ansunt i Watet 0 0 0 0 0 0 o 0 0
No Waier 55 16 54 125 23 z 12 = 182
Noise in Sewsr 3 o ] 1 0 o 1 2
Otor in Sewer 1 0 1 2 0 2 | = 4 ]
RepsicReplacs Meist Box 5 z 3 0 1 2 3 5 18
Repait Ras ] 1 2 3 e 1 ] 1 4
Sewar Mgin Brask ) o 2 5 1 1 z 4 o
Sewer Miscalanedus Complainl 8 12 14 a3 g %1 & = Bt
Sewet Service Line Brash 7 1 3 11 2 : 2 s =
Tasie or Odor in the Waler z 1 0 3 o & 1 14
Wiaker Quasiity z 1 5 8 3 2 4 B 7
Water Main Bragh 3 4 4 ® 4 8 | 4 14 30
Wl Wiseelonamu Complaint | 25 7 o a1 18 1 12 rt iz
Wit Setvice Live Brask 3 19 13 &3 15 16 7 58 2
Tkt Mt & 7 8 2t 5 3 2 12 34
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The undersigned employee of Elliott & Elliott, P.A. does hereby certify that she has
served below listed parties with a copy of the pleading(s) indicated below by mailing a
copy of same to them in the United States mail, by regular mail, with sufficient postage
affixed thereto and return address clearly marked on the date indicated below:

RE:
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PLEADINGS:
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Application of Carolina Water Service, Inc. for Adjustment
of Rates and Charges and Modifications to Certain Terms
and Conditions for the Provision of Water and Sewer
Service

Docket No. 2017-292-WS

Jeffrey M. Nelson, Esquire
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Andrew M. Bateman, Esquire
Office of Regulatory Staff
1401 Main Street, Suite 900
Columbia, SC 29201

Laura P. Valtorta, Esquire
903 Calhoun Street
Columbia, SC 29201

James S. Knowlton
306 Brookside Drive
Fort Mill, SC 29715
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Linda B. Kitchens, Paralegal
Elliott & Elliott, P.A.

1508 Lady Street

Columbia, SC 29201
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